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Basic Abstract Text (1) : 

NOVELTY - A processor with access to an inventory database and a customer 
database is configured to process control procedures instructed via a user 
interface to assist dealership personnel in matching a product in the 
inventory database with the customer specific information in the customer 
database in order to identify a product for purchase by a customer. 
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(57) A retail dealership management system for operation by dealership personnel includes an inventory database 
configured to store information specific to a plurality of products in inventory, a customer database configured to store 
information specific to a plurality of customers who might be interested in a purchasing a product from the retail 
dealership and, for a least some of the customers, information regarding a specific product of interest selected from a 
group of products for sale, and a plurality of control procedures. A user interface is operable by the dealership 
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personnel. A processor with access to the inventory database and the customer database is configured to process the 
control procedures instructed via the user interface to assist the dealership personnel in matching a product in the 
inventory database with the customer specific information in the customer database in order to identify a product for 
purchase by a customer. Additional embodiments include finance products and insurance products. The system is 
configured to generate work lists and productivity reports for dealership personnel. Another embodiment includes an 
accounting database configured to store accounting information specific to the dealership management system. 
Advantages of the invention include streamlined sales at the retail dealerships by providing a customer database than 
is accessible to all dealership personnel. The system, based on triggers, provides each salesperson with a daily work 
list of contacts to be made that day. All these advantages help the dealership management manage the sales force and 
other personnel very effectively . 
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ABSTRACT OF THE DISCLOSURE 
A retail dealership management system for operation by dealership personnel 
includes an inventory database configured to store information specific to a plurality 
of products in inventory, a customer database configured to store infonnation 
5 specific to a plurality of customers who might be interested in a purchasing a 

product from the retail dealership and, for a least some of the customers, 
information regarding a specific product of interest selected from a group of 
products for sale, and a plurality of control procedures. A user interface is operable 
by the dealership personnel, A processor with access to the inventory database and 

10 the customer database is configured to process the control procedures instructed via 

the user interface to assist the dealership personnel in matching a product in the 
inventory database with the customer specific information in the customer database 
in ojder to identify a product for purchase by a customer. Additional embodiments 
include finance products and insurance products. The system is configured to 

15 generate work lists and productivity reports for dealership personnel. Another 

embodiment includes an accounting database configured to store accounting 
information specific to the dealership management system. Advantages of the 
invention include streamlined sales at the retail dealerships by providing a customer 
database than is accessible to all dealership personnel. The system, based on 

2 0 triggers, provides each salesperson with a daily work list of contacts to be made that 

day. All these advantages help the dealership management manage the sales force 
and other personnel very effectively. 
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RETAIL DEALERSHIP MANAGEMENT SYSTEM 

FIELD 

Tlie present invention relates to a retail dealership management system. In 
particular, the invention automates retail sales of merchandise such as automobiles 
by storing customer information, inventory information, finance information and 
other related information and by providing the information to the dealership 
personnel in order to efficiently match the customer's needs with available inventory 
and fmancing. 



BACKGROUND 

Conventional retail dealerships employ a sales force to meet and greet 
customers and to gather information from the customers in an effort to match 
products for sale with the customer's needs. While reference is made herein to an 

15 automobile dealership, it is to be understood that the invention applies to any retail 

dealership. Retail dealerships typically maintain some records such as a list of 
products in inventory for the salespeople to refer when attempting to match the 
customer's needs with a product in inventory. However, since some purchases 
require thought by the customer (especially large purchases) the customer may visit 

2 0 the dealership on more than one occasion and discuss his needs with more than one 

salesperson. As a result, the customer may be spend a significant amount of time 
^ ^ x.^^ ^ explaining his needs to each salesperson, and the second salesperson may not have 
the benefit of understanding the customer's needs as they were explained to the first 
salesperson. This duplication of effort is often inefficient. 
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Another typical service provided by retail dealerships is to assist in financing 
and insuring the products for sale. In order to do so the dealership must have 
information from the customer regarding the customer's financial qualifications, 
which is often discussed with the salesperson, and the financing and insurance plans 
5 available from lenders and insurance companies. However, after the salesperson has 

<i itlentlfied the product and the customer agrees to purchase the product, conventional 
retail dealerships pass the customer from the salesperson to a finance manager. This 
fitiancing procedure requires the finance manager to interview the customer a second 
time regarding the customer's qualitications to finance the purchase. Many 
1 0 customers find this second interview time consuming and annoying. Then the 

finance rnanager must complete a credit report and manually search available 
financial products an in effort to identify a product that fits within the customer's 
financial qualifications. Each time the customer suggests a modification to one of 
the parameters such as the down payment or the monthly payment, the finance 
15 manager must manually recalculate the terms based on available financial products. 

This time consuming process often frustrates customers. 

If all goes well and the customer purchases a product from the dealership, 
maintenance and other follow-up services may be necessary. Conventional 
> ^ dg^cyrships spend countless dollars advertising in newspapers and other media in 
2 0 order to try to attract their original customers back for service. Conventional 

dealerships do not maintain a database of service intervals for the products sold 
along with the customer information- As a result, customers may miss their 
recommended services or have the services performed at alternate facilities. 

Moreover, as products are sold to customers, conventional dealerships are 

2 5 slow to update their records after the sale is completed and compile their sales 

records only once a month or so. Often, this information is not timely enough to 
order new products for inventory and not timely enough to effectively manage the 
dealership. 

A goal of the invention is to overcome the identified limitations in 

3 0 conventional retail dealership management. What is needed is a retail management 

system that streamlines the sales process and that allows the customer information to 
be stored in a database for retrieval by all dealership personnel. In this manner, the 



A-67358/DCA 



1^0424 



CA 02260575 1999-01-29 



JRN 28 '99 01 :28PM FLEHR HOHBFlCH TEST 



P.5/5G 



customer need only discuss specific information with one salesperson and that 
information is available for all personnel to assist in matching products with the 
custoraer*s needs and the customer's ability to finance and insure the product. 
Moreover, once a sale is completed, the information is instantly available to the 
5 other dealership personnel that can use the data for inventory tracking, accounting 

and other services. 

SUMMARY 

The invention overcomes the identified problems and provides a dealership 
"^10*" ^ raTanagement system that improves the productivity of the sales process. The 

invention retains customer contact information^ reduces repetitive data entry, allows 
salespersons to effectively sell products, correlates actions of the sales force with 
accounting and provides a tool to quickly negotiate with the customer to arrive at 
mutually agreeable terms. In addition, the invention provides the retail dealership 
1 5 with timely accounting to track sales of products in inventoiy , a mechanism to 

generate work lists to assist the dealership personnel in improving productivity and 
other features described below. 

Automotive dealers have recognized the importance of relationship selling in 
the last decade since attracting new customers is becoming cost prohibitive. The 
2 0 invention focuses on retaining current customers and building on existing customer 

relationships. One tool that is missing from conventional techniques is a robust 
contact management system. The invention solves this problem by storing 
^x^. ^ o iiifoi^nation that chronologies the history that each customer has with the dealership. 

Armed with this information the dealership personnel can have a much more warm 

2 5 and intelligent conversation with the customer. For example, a salesperson can 
review a customer's service history or sale terms of their present vehicle in order to 
help recommend an appropriate replacement. Personal notes, such as a birthday, 
number of family members, work, hobbies, and mileage driven are all maintained 
and useful in helping a customer determine the best vehicle and terms for their 

3 0 needs. During the buying process the customer may return two or three times 
before making a purchase. Conventional systems do not organize the storage of 
notes regarding previous conversations or agreements, so often negotiations must 
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Start all over again. One powerful use of the invention is in managing the 
prospective customers who have made an initial contact with the dealership but have 
not yet purchased a product. Current closing ratios in an average dealership are in 
the 20% range. Out of the 80% of customers who do not purchase in the initial 
5 visit, few if any are recorded in a follow up system. Traditional follow up methods 

are a guest log, with limited information and maintained for 72 hours of follow up. 
Salespeople were taught to follow up the very next day regardless of the 
conversation that may have taken place. However, salespeople seldom remember 
details of even yesterdays conversations so follow up calls are often awkward and 

1 0 ineffective. The invention allow the salesperson to enter personal information about 

each prospect, vehicle preferences and hot buttons. For example, a note can be 
entered to indicate that a prospective customer likes a specific new vehicle but is 
^ r^x.^ * o hoping to get a little more for their trade and will not make a decision until their 

spouse returns at the end of the week. Traditional follow up would be a phone call 

15 the next day asking if the prospect if he/she had made a decision yet. The invention 

prints a personalized thank you letter for visiting the dealership and allows the 
salesperson to determine the best day for a telephone follow-up. The prospect may 
be marked for a three day foUow-up. The record is then made part of the work list 
for the assigned day. The salesperson is prompted to call on the assigned day and 

2 0 ask the prospect if their spouse is still plaming on returning in a couple days. If so, 

the salesperson can schedule an appointment because the used car manager may have 
indicated that there is another buyer for the trade-in. This personalized approach 
more than doubles the return ratio. If a salesperson fails to make a follow up as 
indicated the file goes immediately to a sales manager's daily work plan for review. 

2 S Prospect information gathered on this system has not been accessible or 
assessable before. For example, the invention can record other vehicles in their 
household. This not only creates another service prospect but also cuts the trade 
cycle in half for future sales. Additionally, most lenders ask for at least three 
personal references on a credit application. Because this information is taken 

3 0 electronically personalized letters will go out to these references letting them know 
that the dealership would like to provide them with the same great service that their 
friend or relative received. The system queues customers with the same work 
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number to prospect additional workers in the same company and a cross directory 
will allow for the solicitation of neighbors that are looking at the new car in the 
driveway* Repeat, referral and reputation are still among the top reasons customers 
choose to do business at a particular dealership. Conventional tools did not allow 
5 for the identification and active pursuit of these hot prospects. With the invention, 

current customers can easily be reassigned when there is employee turnover. When 
new incentives are announced, extensive sort features will identify those customers % 
most likely interested in the current promotion. Data managed at an enterprise level 
can reduce direct marketing costs and Improve response rate. Today's consumers 

10 can do all their research information from home. There is a steady increase in the 

number of consumers shopping by the Internet, e-mail, phone and referral services 
such as their credit utiion or auto club. It is increasingly important to manage 
prospects form every point of contact. The invention represents a product in the 
market designed exactly that way. 

15 Additionally, sales person productivity is a big issue. Eighty percent of sales 

worlr occurs on the weekend and out of every 10 walk-ins only 2 will purchase 
vehicles. The challenge surrounds customer tracking and utilizing such information 
to leverage sales force and increase productivity. Most conventional dealerships 
operate a manual system that does not allow for short term and long term 

2 0 management of customers and does not allow for automatic manipulation of such 

information to maximize sales productivity by leveraging the value of such data. 
The invention allows for timely collection of customer related information that is 
made available for management and that automatically plans activities for 
salespeople and controls such activity to maximize productivity. Based on the 

2 5 information received concerning the customer, the invention can plan salesperson 

activity during down times and provide electronic work plan which is then 
forwarded to sales manager for review. For example, references are provided as 
part of credit application process. The invention extracts such information calls such 
references anxl determines whether they would be available for a vehicle and then 
^ 3 0* updates database for the future. If such reference had just bought a particular 

vehicle, reference can still become service related customer. In addition, based on 
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the conversation regarding plans to keep vehicle, the system can issue a reminder 
when she is back in the market for such a vehicle. 

An exemplary embodiment of a retail dealership management system for 
operation by dealership personnel comprises an inventory database configured to 
S store information specific to a plurality of products in inventory, a customer 

database configured to store information specific to a plurality of customers who 
might be interested in a purchasing a product from the retail dealership and. for a 
least some of the customers, information regarding a specific product of interest 
selected from a group of products for sale, and a plurality of control procedures. A 

10 user interface is operable by the dealership personnel, A processor with access to 

the inventory database and the customer database is configured to process the control 
procedures instructed via the user interface to assist the dealership persoxmel in 
matching a product in the inventory database with the customer specific information 
in the customer database in order to identify a product for purchase by a customer, 

1 5 Another embodiment includes a finance database configured to store finance 

products for customers to finance the product for purchase by the customer. The 
processor has access to the finance database and is further configured to process the 
control procedures instructed via the user interface to assist the salesperson in 
^ ^ ^ matching a finance product in the finance database with the customer specific 

2 0 information in the customer database and the product for purchase by the customer. 

Another embodiment includes an insurance database configured to store 
insurance products for customers to insure the product for purchase by the customer. 
The processor has access to the insurance database and is further configured to 
process the control procedures instructed via the user interface to assist the 

2 5 salesperson in matching an insurance product in the insurance database with the 

customer specific information in the customer database and the product for purchase 
by the customer. 

Another embodiment includes an accounting database configured to store 
accounting information specific to the dealership management system. The 

3 0 processor is configured to generate an entry in the accounting database for each step 

taken by the dealership personnel and for each product purchased by a customer. 
The dealership management personnel can review the records to determine each 
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salesperson's productivity and the number of cars or amount of gross sales made by 
each salesperson. 

Another embodiment employs the customer database to identify trigger 
events to generate work lists that inform the dealership persoxmel to perform 
5 predetermined actions. For example, a trigger event can be initiated by the 

customer's upcoming completion of a finance term or lease term. The system would 
prompt the dealership personnel to contact the customer to determine whether the 
customer would like to purchase a new product and trade in the old product, 
or ^x-^ <i Additional triggers can be set for maintenance intervals or other siniilar events. 
10 Advantages of the present invention include streamlined sales at the retail 

dealerships by providing a customer database than is accessible to all dealership 
personnel. The system, based on triggers, provides each salesperson with a daily 
work list of contacts to be made that day. The system provides follow-up 
maintenance letters and provides salesperson productivity reports. All these 
1 5 advantages help the dealership management manage the sales force and other 

personnel very effectively. 

BRIEF DESCRIPTION OF THE FIGURES 
Additional advantages of the invention will become apparent upon reading 
2 0 the following detailed description and upon reference to the drawings* in which: 

Figure 1 depicts the physical system architecture according to an embodiment 
of the invention; 

Figure 2 depicts the functional system architecture according to an 
embodiment of the invention; 

2 5 Figure 3 shows the data gathered by the system and entered and retrieved by 

dealership personnel interacting with the system; 

Figure 4 shows the deal flow in the dealership; 

Figures 5A-D show an example user interface for the dealership persoxmel to 
enter customer data into the system; 

3 0 Figure 6 is a data structure for storing customer information in the system; 

Figures 7A-E show an example user interface for the dealership personnel to 
enter customer data into the system; 
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Figure 8 shows a credit application generated by the system; 

Figures 9A-H show an example user interface for the dealership personnel to 
enter trade-in data into the system; 

Figure 10 is a data structure for storing trade-in information in the system; 
5 Figures llA-D show an example user interface for the dealership personnel 

to enter finance and insurance data into the system; 

Figure 12 is a data structure for storing finance and insmrance information in 
the system; 

Figure 13 depicts the functional finance and insurance procedure according to 
10 an embodiment of the invention; 

Figures 14A-B shows a data structure for storing salesperson information and 
a sample salesperson work list; and 
^ ^ * Figure 15 is a data structure for storing dealership information. 

15 DETAILED DESCRIPTION 

Exemplary embodiments arc described with reference to specific 
configurations. Those skilled in the art will appreciate that various changes and % 
modifications can be made while remaining within the scope of the claims. For 
example, the exemplary embodiment is that of an automobile dealership but it is to 

2 0 be understood that the invention applies to any retail dealership. 



1 . System Architecture 

The invention is intended to streamline the sales process in a retail 
dealership. Customer information will be available to all dcEdership personnel and 

2 5 can be used for various aspects of sales and service in order to efficiently serve the 

r>-^-^ <i QKfitOTier, 

Figure 1 shows the system architecture 10 including a server 12 with a 
memory 14. The memory 14 stores programs and data as described below. The 
system has an accounting interface 16 that communicates with an accounting system 

3 0 for generating accounts receivable, paychecks and other standard accounting 

functions. In some one aspect of the invention, the accounting interface is a 
computer communicating with a conmiercial accounting service such as ADP or 
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Reynolds & Reynolds. An Internet interface 18 communicates with the Internet to 
provide web-based services as described below. A spare interface 20 cotnmunicates 
* ^ with other networks as needed. While the Internet interface and spare interface are 

shown coupled to the server 12, in an alternate embodiment the client computers 22, 
5 24, 26 can directly access other networks via modem. 

Client computers 22, 24, 26 are the user interfaces divided by privilege level 
and location in the dealership. The client computers are typically computers such as % 
Pentium class personal computers running Microsoft Windows. In one aspect of the 
invention, the application programs (described herein as procedures) run on the 

10 client computers and access data resident on the server. If the server is a powerful 

computer (e.g. mainframe), the user interfaces can be simple terminals with a 
monitor, keyboard and mouse. The dealership personnel log onto their respective 
client computers and are allowed to access information according to their privilege 
level. For example ^ a salesperson may only have access to customer data, while a 

15 finance manager may have access to customer data and accoimting data, 

^ ^ ^ Figure 2 shows the functional architecture including a ctistomer track 

procedure 30 coupled to a database 34. The customer track procedure is used to 
enter and compile information on the dealership's customers and potential customers 
that is stored in the database 34. The database 34 includes an accounting database 

2 0 34a and an information database 34b, Database 34a often includes some identical 

information as stored in database 34b, but is primarily used in conjunction with an 
accounting service such as ADP or Reynolds to maintain accounting records and to 
print checks for accounts payable and to maintain tax records. The database 34b can 
be stored on disk 14 while the database 34a can be accessed via accounting interface 

25 16, The information database 34b includes component databases such as a customer 

database, an inventory database* a finance database, an insurance database and a 
reports database. 

An inventory track procedure 40 is coupled to the database 34 and is used to 
enter and compile information on the dealership's product inventory that is stored in 
^ 3 0* " tSe (^tabase 34. The dealership inventory can include new and used products, such 

as new cars and used cars. One aspect to the inventory procedure 40 is a value 
estimator using a value database such as Kelly Blue Book. For example, the value 
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of used products can be estimated when they are placed into inventory. This 
information is especially usefiil for trade-in transactions and for re-sale transactions. 

A web track procedure 50 la coupled to the inventory track procedure 40 and 
conveys information from the inventory track procedure to an Internet server 52. 
at <y T&e web track procedure 50 provides inventory information to the Internet server 52 

that provides web pages to display the dealership's product inventory to potential 
customers over the Internet. Moreover, the web track procedure can also send out 
inventory information to other services such as Auto-By-Tel, Classifieds 2000 or 
other service. The Internet server 52 is also useful to receive inquiries from 

1 0 customers regarding the displayed products and to assist the dealership personnel in 

responding to potential customers. Inquiries are tracked by the Internet server and 
the web track procedure compiles web activity reports showing which web pages 
were reviewed and which products were reviewed. 

A finance and insurance (F&I) procedure 60 is coupled to the database 34 

15 and is used to access information on the dealership's finance and insurance products* 

The F&I procedure 60 is made up of a finance procedure and an insurance 
procedure. The F&I procedure 60 has access to the customer information and can 
obtain credit reports, DMV driving record reports and other information to 
determine the customer's ability to purchase a product from inventory. This 

2 o information is typically gained by access through spare interfece 20 to a credit 

bureau, the DMV or other agency, although the client computer 24 can also be 
configured with another direct network interface such as a modem. The F&I 
procedure 60 can store interest rates offered by various lenders and can calculate 
various loan and lease options for the customer in order to match the customer with 

2 5 a fmance product. The F&I procedure can also store insurance rates offered by 

various insurance companies and can calculate various itisurance options for the 
customer in order to match the customer with an insurance product. 

A report procedure 70 is contained within the customer track procedure 30 
and is used to generate various reports for the dealership personnel. For example, 

3 0 the reports procedure can generate work lists for salespersons to follow up on 

customer prospects and can generate reports for the sales manager that shows the 
^ ^ ^ aunsber of leads generated by each salesperson, the number of demonstration rides 
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given by each salesperson and the number of cars sold by each salesperson. The 
reports are generated based on triggers such as a date trigger. 

2. Database Generation and Deal Flow 

Each of the databases is used to store information that the procedures 30, 40, 
SO, 60 and 70 can use to compile and process data. Each of the procedures 
explained above is employed during a typical deal between a customer and the retail 
4^alfTship. Figure 3 shows the data gathered by the system 10 and entered and 
retrieved by dealership personnel interacting with the database 34. Figure 4 shows 
the deal flow in the dealership* The database generation and deal flow is described 
with reference to Figures 4 through 15. 

Referring to Figure 4 steps 102 and 104, a salesperson meets and greets a 
customer at the dealership to discuss products with the customer and escort the 
customer to a sales desk configured with a client computer 22. The salesperson will 
ask the customer for some personal information such as name and address and will 
enter this information into the database 34 using the customer track procedure 50. 
The system can also store an electronic copy of the customer's photograph in the 
customer information. 

Figure 5 shows an example user interface for the salesperson to enter the 
data. In some cases» some of the data can be entered by swiping the customer's 
driver's license in those states where information is stored on the driver's license in 
electronic form, such as in an magnetic strip. Moreover, in other cases when the 
customer is a repeat customer, the information can be retrieved from the database 34 
by entering identifying Information such as the customer's name or telephone 
number. 

The customer information entered into the user interface 22 is shown in 
Figure 6 as a data structure 202 in database 34. The data stnicmre 202 is broken 
into several categories including general information 204, personal information 206, 
contact history 208, vehicle information 210 and related customers 212. Each of 
these categories include elements as shown in Figinre 6. 

Once the salesperson and the customer have discussed possible products for 
sale, the salesperson enters a vehicle description into the user interface 22 and 
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retrieves a list of matching products (e.g. vehicles). The salesperson then escorts 
the customer directly to the vehicles with keys for the vehicles in hand. A 
presentation and demonstration ride are then completed. If the customer agrees to 
purchase the vehicle, the salesperson completes an electronic credit application for 
5 the customer as shown in step 106 and Figures The credit information 

entered into the user interface 22 is shown in Figure 8 as a data structure 250 in 
database 34, At step 108, the salesperson obtains the customer's credit report. If 
the customer has a previous credit application or credit report on file, the 
salesperson can simply retrieve the prior application or report. 
10 If the customer has a trade-in vehicle, the salesperson invokes the inventory 

track procedure 40 at step 110 and enters the trade-in stock number and vehicle and 
^ ^ identification number (VIN number) of the trade as shown in Figures 9A-H. The 
system decodes the VIN numbers (often called a VIN explosion) to automatically 
determine the year, make, model and other information regarding the trade-in 
15 vehicle. The vehicle information is shown in Figure 10 as a data structure 300 in 

database 34. The system 10 then references the vehicle against a value estimate 
database (such as Kelly Blue Book) and prints an appraisal slip at the sales 
manager's desk. The credit application may also be printed at the sales manager's 
desk for reference. The system flags existing credit reports for the sales manager. 

2 0 At step 112, the used car manager reviews the actual cash value (ACV) report and 

may review the customer's credit report at step 114. At step 116, the used car 
manager submits the ACV report into the system, which records an appraisal. 

At step 1 18, the sales manager simply recalls the existing information and 
adjusts the deal terms based on negotiations with the customer, including a possible 
at^ 2^ -^^- ^ seview of the credit report at step 120. The sales manager then reviews whether a 
trade is applicable in step 122 and if so, appraises the trade in step 124. 

In step 126, the deal is submitted to the finance manager for review and a 
cap sheet is generated in step 128. Since all the necessary information is already 
stored in database 34, the finance manager can review the deal at the user interface 

3 0 24. The system calculates the terms and set up charges involved in the deal that are 

predetermined by the dealership senior management as described in greater detail 
below. 
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Assuming the customer is interested in financing the purchase* the dealership 
assists the customer in deciding among various fmance products that within the 
financial resources of the customer. Finance and insurance (often referred to as 
F&I) includes loan products, lease products as well as insurance products and other 
5 related products. For example, the customer may want to include an extended 

warranty product that is valid for the full loan or lease term of the vehicle. 

In step 128» the terms of the deal are passed to a finance manager who 
reviews the cap sheet and invokes the finance and insurance procedure 60 at step 
130. The finance and insurance procedure 60 accesses the database 34 to recall 
10 available interest rates from selected lenders and the customer's credit report to 

determine what finance products are available for the customer. The initial terras of 
the finance are entered into the user interface 24 as shown in Figures llA-D. 

The finance information entered into the user interface 24 is shown in Figure 
12 as a data structure 350 in database 34. The data structure 350 includes all the 
XEw:-^^^' ^ kzfoimation that is either entered into the user interface or calculated by the system. 

If the fmance manager enters selected information into the F&I procedure 60 via the 
user interface 24» the system calculates some of the missing information. For 
example, the MSRP can be entered along with the APR and number of months, and 
the system will calculate the payments. 
2 0 Figure 13 shows the finance and insurance procedure 60 for calculating the 

finance and insurance information. When the finance manager and the customer 
discuss the various payment options and lenders, the finance manager can modify 
various parameters in the F&I procedure based on customer's financial qualifications 
and other issues (loan v. lease) to determine the best fmance package for the 

2 5 customer. The F&I procedure 60 will recalculate the parameters based on the new 

information. For example, if a customer wants a longer payment duration, the 
payment duration can be extended and the monthly payment will most likely 
decrease. The finance and insurance procedure can also freeze selected parameters 
that are not to be recalculated. For example, the customer may request that the 

3 0 down payment be decreased and the payment duration remain the same. The finance 
and insurance procedure will recalculate the finance and will most likely raise the 
ending balloon payment or residual value of the vehicle. Additionally, the finance 
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and insurance procedure allows the finance manager and customer to review the 
alternatives between various products such as a loan product, a balloon payment 
product and a lease product by activating the buttons 342a, 342b and 342c, in Figure 
HA, respectively. The finance and insurance procedure recalculates the various 
§^ paremieters as necessary. 

With respect to insurance, the finance manager can assist the customer in 
selecting among various insurance products that arc available based on the customers 
driving record and the desired coverage. When all the terms are agreed upon, in 
steps 132, 134 and 136, the finance manager prints out the forms for the customer's 
10 signature. The forms are signed by the customer and then transmitted (e.g. by fax) 

to the selected lender and insurance company. 

Once the transaction is completed, the trade-in vehicle is inspected by a 
dealership mechanic and conditioned for resale. When the vehicle is released as 
ready for resale, the vehicle information is automatically sent to the web track 
15 procedure 50 for queuing on the Internet and Intranet sites for retail listing. This 

procedure is valuable as it avoids having used car or wholesale operations load and 
manage net based vehicle inventory. The process also allows dealer to capture used 
• ^ inventory at the earliest possible moment and make directly available to the 

buying public which directly improves turnover ratio and profitability. This is an 
2 0 advantage over other providers of used car Internet inventories that extract 

information from ADP or similar legacy systems that does not contain an accurate 
description of used vehicles associated with VIN number explosion capability. 

Additionally, once the transaction is completed, the customer information is 
automatically loaded into an electronic work plan for the salesperson to assure that 

2 5 all sold customers are contacted at required intervals such as maintenance intervals. 

The foUow-up contacts with the customer are described below under the heading 
Dealership Management and Report Generation. 

3, Dealership Management and Report Generation 

3 o Dealership management is an important aspect of the invention. This concept 

includes both persoimel management as well as financial management. The 
^ ^ X.. • ^ personnel aspects of the invention provides detailed and timely information about 
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department productivity and generates work lists for the various departments using 
the report procedure 70. The personnel records can be broken down by each person 
at the dealership. The financial aspects of the invention provide detailed and timely 
information about the inventory sold and the inventory taken as trade-ins as well as 
profit statements. 

The system compiles activity records for each of the salespersons in the 
report procedure 70. Figure 14.A shows a data structure 400 that includes elements 
tpr each of the customers met by the salesperson, each of the customers that the 
salesperson took on a demonstration ride» each of the customers who completed a 
10 finance and insurance deal, the total sales closed by the salesperson, the gross profits 

attributable to the salesperson and the gross commissions to be paid to the 
salesperson. 

A work list pointer 414 is also associated with the salesperson and includes 
work list information for that salesperson. A sample work list is depicted in Figure 

15 14B. The work lists can be generated by a trigger on a periodic basis, e.g. daily, 

showing what follow-up contacts should be made by the salesperson that day, what 
types of letters should be mailed out by the salesperson and so on. For example » a 
work list can be generated based on information in the database 34 such as all 
customers who purchased a car 6 months ago so that a phone call can be placed or a 

2 0 letter can be generated and mailed to the customer to make sure that the customer is 

satis^ed with the new car that was purchased. Another work list item includes tasks 
* ^ of placing calls or sending letters to customers whose loan or lease will be completed 

in the upcoming months and asking if they would like assistance in obtaining a new 
vehicle. Still other work list items include tasks such as placing a call or mailing a 

2 5 letter when a child in the household becomes of driving age and asking if the 

dealership can assist in fixiding an appropriate car for the new driver. 

Additional work lists are created for other departments such as the finance 
department that may want to contact customers when loan rates drop or when lease 
terms will be completed in the upcoming months. For example, the finance 

3 0 manager may be able to extend a customer's lease at a rate that is attractive to the 

customer- 
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Work lists with also be generated for the maintenance department to place 
calls or send out letters to customers who may require periodic or scheduled 
maintenance. For each product sold, the database 34 includes a predetermined 
maintenance schedule for the product and the system automatically generates a 
5 reminder letter to remind the customer to schedule an appointment for service. The 

reminder letter to the customer to bring the vehicle in for service assists the 
dealership in keeping the customer loyal and happy and in keeping the vehicles well 
maintained for optimal re-sale as a used car when the customer trades in the car. 

The parts department can also use the work lists to insure that sufficient parts 
1 0 are in stock for upcoming maintenance of prospective vehicles. For example, if a 

large number of vehicles are expected to need oil changes, the parts department will 
have a work list that includes the need to insure that enough oil is in stock. 
Moreover, the parts department can connect to the vehicle manufacturers via the 
Internet interface 18 or spare interface 20 to order parts that are included on their 
1 5 work list. 

With respect to the financial aspects of the invention, dealership management 
can review the sales force performance of each salesperson and their number of 
contacts, demonstration drives, etc. contained in data structure 400, The dealership 
management will have access via the user interface 26 to access a data structure 450 

2 0 that includes pointers to each of the salesperson's records 400. Additionally, the 

dealership management can review accounting information including profit 
information at any time (rather than simply at the end of the month). 

4. Internet Applications for Dealerships 
^ 2 • <i *r ^ The invention allows dealerships to capture information about their inventory 

and deliver the data to an Internet site, such as Internet server 52, for display on the 
Internet. In one aspect of the invention, the dealership can add, through the 
inventory procedure 40, products on the Internet or from other locations. The 
information uploaded via Internet interface 18 by the web track procedure 50 

3 0 includes detailed information on the dealership inventory and is updated by the 

inventory track procedure 40 each time a new vehicle is added, for example by a 
trade-in. The web track procedure and Internet server allows customers to review 
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tfie Siventory and also provides a mechanism for customers to inquire about the 
vehicles in inventory. 

5. Other application interfaces (DMV, MFR, parts) 
Additional interfaces for the system are to the department of motor vehicles 

(DMV) and to the manufacturer. The DMV interface can be useful since it allows 
the vehicle records to be accessed electronically and for the vehicles to be registered 
electronically. This speeds up the registration process. Additionally, the DMV 
records can confirm that the henholdcr on a prospective trade in vehicle has been 
paid in full and that the customer has the legal authority to trade-in the vehicle. 

The manufacturer interface can be useful for identifying all aspects of the 
product and for ordering new products when the inventory becomes low. The 
system provides immediate information to dealership personnel regarding the 
Qjinjjber of vehicles sold and therefore, orders can be placed any time of the month, 
rather than at the end of the month as in conventional dealerships. Additionally, the 
system allows the parts department to order parts as needed and for the maintenance 
department to review the latest reports on each vehicle including any safety updates. 

6. Conclusion 

2 0 The uivention provides many advantages over known techniques. 

Advantages of the invention include streamlined sales at the retail dealerships by 
providing a customer database than is accessible to all dealership personnel. The 
system, based on triggers, provides each salesperson with a daily work list of 
contacts to be made that day. The system provides follow-up maintenance letters 

2 s and provides salesperson productivity reports. All these advantages help the 

dealership management manage the sales force and other personnel very effectively. 
Having disclosed exemplary embodiments and the best mode, modifications 
^ r-^^ ' ^ Shd'variations may be made to the disclosed embodiments while remaining within 

the scope of the invention as defined by the following claims. 
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CLAIMS 

What is claimed is: 

1 , A retail dealership maiiagement system for operation by dealership personnel 
comprismg: 

5 an inventory database configured to store information specific to a plurality 

of products in inventory; 

a customer database configured to store information specific to a plurality of 
customers who might be interested in a purchasing a product from the retail 
dealership including, for a least some of the customers, information regarding a 
1 0 specific product of interest selected from a group of products for sale; 

a plurality of control procedures including a customer track procedure; 
a user interface operable by dealership persoimel; and 

a processor with access to the inventory database and the customer database 
and configured to process the control procedures instructed via the user interface to 
15 assist the dealership persoimel in matching a product in the inventory database with 

the customer specific information in the customer database in order to identify a 
rc^.^- o SC^^^^ purchase by a customer. 

2. The retail dealership management system of claim 1, wherein: 
2 0 the control procedures include an inventory procedure; and 

the processor is configured to update the inventory database when a 
transaction is made between the dealership and the customer. 

3. The retail dealership management system of claim 2, wherein: 

2 5 the processor is further configured to determine a value of a trade-in by 

comparing a trade-in based at least in part on it's VIN number to a database of 
values representative of the trade-in depending on attributes of the trade-in. 

4, The retail dealership management system of claim 1, further comprising: 

3 0 a finance database configured to store finance products for customers to 
^ ^ fthalice the product for purchase by the customer; 

wherein the control procedures further includes a finance procedure; and 
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wherein the processor has access to the finance database and is farther 
configured to process the control procedures instructed via the user interface to assist 
the dealership personnel in matching a finance product in the finance database with 
the customer specific information in the customer database and the product for 
5 purchase by the customer. 

i. o S,^ The retail dealership management system of claim 4. further comprising: 

an insurance database configured to store insurance products for customers to 
insure the product for purchase by the customer; 
10 wherein the control procedures further includes an insurance procedure; and 

wherein the processor has access to the insurance database and is further 
configured to process the control procedures instructed via the user interface to assist 
the dealership personnel in matching an insurance product in the insurance database 
with the customer specific information in the customer database and the product for 
1 5 purchase by the customer. 

6. The retail dealership tnanagement system of claim 1, further comprising: 
an accounting database configured to store accounting information specific to 

the dealership management system; 

wherein the control procedures include an accounting procedure; and 
wherein the processor is configured to generate an entry m the accounting 
database for each product purchased by a customer. 

7. The retail dealership management system of claim I, further comprising: 
25 a report database configured to store a plurality of reports including work 

lists; 

wherein the control procedures include a report procedure; and 
wherein the processor is configured to generate the report database based on 
a trigger. 

30 

8. The retail dealership management system of claim 7, wherein: 
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the system is configured to generate reports specific to a group of dealership 
personnel and to electronically deliver the reports to the group of dealership ^ 
personnel for action in accordance with the reports. 

9. The retail dealership management system of claim 7, wherein: 

the system is configured to generate reports specific to departments within 
the dealership and to electronically deliver the reports to the departments for action 
in accordance with the reports. 

10. The retail dealership management system of claim 1, wherein: 

* ^ the control procedures include an inventory procedure and a web track 
procedure; atid 

wherein the processor is configured to update an Internet web page by 
processing the web track procedure when instructed by the inventory procedure 
where the Internet web page will result in having a content based at least in part on ^ 
the inventory database. 

11. A method of retail dealership management comprising the steps of: 
storing information specific to a plurality of products in inventory in an 

inventory database; 

storing information specific to a plurality of customers who might be 
interested in a purchasing a product from the retail dealership in a customer daubase 
including, for a least some of the customers, infonnation regarding a specific 
product of interest selected from a group of products for sale; 

storing a plurality of control procedures including a customer track 
procedure; and 

processing the control procedures instructed via a user interface and assisting 
dealership personnel in matching a product in the inventory database with the 
customer specific information in the customer database in order to identify a product % 
for purchase by a customer. 

12. The method of claim 11, wherein: 
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the step of storing a plurality of control procedures includes storing an 
inventory procedure; and 

the processing step includes the step of updating the inventory databa^ when 
a transaction is made between the dealership and the customer, 

13, The method of claim 12, wherein: 

the processing step includes the step of determining a value of a trade-in by 
comparing a trade-in based at least in part on it's VIN number to a database of 
values representative of the trade-in depending on attributes of the trade-in. 

14. The method of claim 11, further comprising the step of: 

storing finance products for customers to fmance the product for purchase by 
the customer in a finance database; 

^ wherein the step of storing a plurality of control procedures includes storing 
a finance procedure; and 

wherein the processing step includes the step of processing the control 
procedures instructed via the user interface and assisting the dealership personnel in 
matching a finance product in the fmance database with the customer specific 
information in the customer database and the product for purchase by the customer. 

15, The method of claim 14, further comprising the step of; 

storing insurance products for customers to insure the product for purchase 
by the customer in an insurance database; 

wherein the step of storing a plurality of control procedures includes storing 
an insurance procedure; and 

the processing step includes the step of processing the control procedures 
instructed via the user interface and assisting the dealership personnel in matching an 
ilt^uraice product in the insurance database with the customer specific information in 
the customer database and the product for purchase by the customer. 

16. The method of claim 11, further comprising the step of: 
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Storing accounting information specific to the dealership management system 
in an accounting database; 

wherein the step of storing a plurality of control procedures includes storing 
accoimting procedure; and 

wherein the processing step includes the step of generating an entry in the 
accounting database for each product purchased by a customer, 

17. The method of claim 11, further comprising the step of: 

storing a plurality of reports including work lists in a report database; 
wherein the step of storing a plurality of control procedures includes storing 
a report procedure; and 

wherein the processing step includes the step of generating the report 
database based on a trigger. 

18* The method of claim 17, wherein: 

the processing step includes the step of generating reports specific to a group 
of dealership personnel and electronically delivering the reports to the group of 
dealership personnel for action in accordance with the reports. 

19. The method of claim 17, wherein; 
the processing step includes the step of generating reports specific to 

departments within the dealership and electronically delivering the reports to the 
departments for action in accordance with the reports. 

20. The method of claim 11, wherein: 
the step of storing a plurality of control procedures includes storing an 

inventory procedure and a web track procedure; and 

the processing step includes the step of updating an Internet web page by 
processing the web track procedure when instructed by the inventory procedure 
where the Internet web page will result in having a content based at least in part on 
<i 4he^nventory database. 
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21 . A method of selling a product at a retail dealership comprising the steps of: 
dealership personnel meeting a customer at the retail dealership who might be 

interested in a purchasing a product from the retail dealership; 

entering into a customer database information specific to the customer 
including information regarding a specific product of interest selected from a group 
of products for sale; and 

using a dealership management system to assist the dealership persoraiel in 
matching a product in an inventory database with the customer specific information 
in the customer database in order to identify a product for purchase by a customer. 

22. The method of claim 21, further comprising the step of: 

updating the inventory database when a transaction is made between the 
dealership and the customer. 

15 23, The method of claim 22, further comprising the step of: 

determining a value of a trade-in by comparing a trade-in based at least in 
part on it's VIN number to a database of values representative of the trade-in 
depending on attributes of the trade-in. 



10 



2«"'^ ^ ^ 24, ^ The method of claim 21, further comprising the step of: 

wherein the using step includes the step of using the dealership nianagement 
system to assist the dealership personnel in matching a finance product in a fmance 
database with the customer specific information in the customer database and the 
product for purchase by the customer. 

25 

23. The method of claim 24, further comprising the step of: 

wherein the using step includes the step of using the dealership management 
system to assist the dealership persoxuiel in matching an insurance product in an 
insurance database with the customer specific information in the customer database 
3 0 and the product for purchase by the customer. 
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26. The method of claim 21, further comprising the step of: 
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generating an entry in an accounting database for each product purchased by 
a customer. 

27. The method of claim 21, further comprising the st^ of: 

5 generating a report database including work lists based on a trigger. 

28. The method of claim 27, wherein: 

the generating step includes the step of generating reports specific to a group 
of dealership personnel and electronically delivering the reports to the group of 
OP lOr— ^ o ctealership personnel for action in accordance with the reports. 

29. The method of claim 27, wherein: 

the generating step includes the step of generating reports specific to 
departments within the dealership and electronically delivering the reports to the 
15 departments for action in accordance with the reports. 

30. The method of claim 21, further comprising the step of: 

updating an Internet web page where the Internet web page will result in 
having a content based at least in part on the inventory database. 
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I >Tventory 



EMttring a stock fHjnr)l>€r 
autorraltcBlLy adds a 
, Vehlele to your fnverttdftf . 
/ M oCTkis may be toufMl 
in 



stockJK I PI Odd 

Me.; ^ iPiooo 

Color . ;,. |M6(.Reol 
VIN: ' , |1 G4HPS2K7yHE1 4GSS 

Tag Exp Date "' |05 |i999 
Soliinfl Price: $BB!SQ DtrCostf 



"EI 



Air ConcBlloning 
Powef StBcrbig 
Power Wnolows 



Power Door Looks STD 



Tilt Wheel 



STD 
STD 
STD 



STD 



VW^ioleaote Rolfover | -y,,,^ days 
Web Dtecsount |r7 ij3 % retafl 
rnvenlorv Typ« geioH fT! PublfcVVhofesale 




Corrananto C'ti^ 256 charactars): 
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. stock llilii^fw® 



r 



QiJdm 



9tfClC0r L«b«l/Prica!'|Our Everyday Low Price: 




EquipimenicUfltOiitlonsa ^ Prkit price* C DorVt pr'mt prfccs Default 



OU FesNon Service m CM Fashion PHooal 



Max Onara « at) ; Currerrt Char Count: | 42 




Air ConcHUontng i 






Povyw Sttt«rlns ■ 


pro 




Power VMndow* 






Poww Door L(>ck9 


KTO 






jsTO 





Ho cnargo; 



jjiiedit'lt 



DBeleri 





Rusi Prooting 


First Oil Change P^ree 




Acfds! 




Scotch Guard 


89 



1 gtft 
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Trade Appraisal 




y ^weriorv | Etookad Vehicles 




Karpower ^ 

JAN-FEB19S9 



Air Condlioninji 


STD 




Pofi^^r Staoring 


STD ■ 




PQwwWnctows 


STO 




Pa W9r Door Locks 


STD 




TiftWIieel 


STD 





Wirranty; : 


C A6 )9/lm|3ieGl 
i^. Umkad 




DefftuK rn 


Gcnilce Centra rC; , 


; No 




DefauS R 


% Labor CcKParsd; 
% Parts Covered: 






DefauR |7 
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stock ifi 



Karpower 











r.l-rl. 




r 111- ;=).-j = 

ir, 1''=.'^ .. 








! ; in. -I Ar.:Tt-.- 


T'.^rr 






All- CondKloniing 


STD Ji 


Powttr StMrtng 


STD 


Power Windows 


STD 


Pawar Door LocHs 


STD 


TUtvvhaeJ 


STD 
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Trade-in Vehicle ^ 300 

VIN Number 

Year 

Make 

Model 

sty'a 

Engine 

Transmission . 

Drive Train 

Miles 

Equipment / Options 

Value 

Wholesale 

Retail 



FIG. 10 
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3 Balloon I 



Sls2 ABERNATHY.B 



Mftrp 
Price 
Down 
Trade 
Pay-orr 
r" Ucense 
Notes J 



Z5.Q00.00 



25.000.00 



5.000.00 
6,000.00 
303.00 



584.00 



Monttui 

Dtfp... 

Apr 

RebatiB 
Ins code 
On 



r 




Stk# 1234 199B FORD MUSTANG GL 



/X Att Mkt 



B Banl<7l se 



CLi<;tomor 



G <]o Setup 



M Sale Mde 



>an Date 
tktPmtDate 



12/15^8 



60 



30 



Warranty f 
Maint 



12.00 



1.S15.00 



JL+AH 



6.B9 



Oerpmts 
GDMslon 
Payment 





1.295.Q0 


1 


750.00 


1 


500.00 


1 


2.500.00 


1 


1.500.00 


1 448.91 



J Doc f c^o. 



L Ex Miles 



N L>rr Hsme 



O I Dmv 



Q Recap 



H Reports 



-> Salesman 



U 1 Pay Lse 



V Veh Stk# 



W Wk FKes 



X Lse Con IP 



AftMkts 2.310.00 




DealQ Ipnrts joally fUrfD 
Update I n/22«B 10:3B: 



J 



Fl 

TG 



5. fS6.99 

8.772.00 
13.928.99 



De<ali I ■ FI Top 
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OK 



Cancer 



Lease |R Reports IXLse Comp 



Detail 



^ Fl Top 



If k5 
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Date n«?/g8 Sisi TysoaM Srs2 ABERNATHV,B 



General j 



Loan Date ii/is/a8 



Bank 



Bank Off America 



Bank Of The West 



BANK OF THE WEST 
Bank Of VacaviHe 
Sf CredR Union 



Address 



TOO West The Ave Of The A 



100 west St. 



1223 BOUNCER PASS 
100 North Main St. 
191 Mason Si 



1 



Insert | j^iangc | Jgelete | 



OK 



Cancel 



X Use Comp 



Detail 



r Fl <^ Top 
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I KWw Tyson 



BILLABERNATHY 



Robert Jones 



I Jerry A Danlals 



[Manager-Only 
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F&l ^350 

Customer ID 

Financa Type 

MSRP 

Down 

Trade 

Pay-off 

License 

Months 

DTFP 

APR 

Rebate 

Insurance Code 

Add on 

VVarranty 

Maintenance 

Gap 

Deferred Payments 

Collision 

Payment 



FIG. 12 



CA 02260575 1999-01-29 



JPIN 28 '99 0i:59Pri FLEHR HOHBRCH TEST 



P- 56/58 



Finance 
Data 



Insurance 
Data 



Customer 
Data 



Car Data 



34 



^60 



F & I 
Parameters 



F & I 

Decision 
Engine 



-J 



JL 



24 



Manager 

User 
interFace 



Approved 



Deal Complete 
Print Forms for 
Signature 



FIG. 13 
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Sales Records 


^ 400 


Salesperson 


Customers Met 


402 


Customers Demo'd 


404 


Customers F&l'd 


406 


Total Sales Closed 


408 


Gross Profits Made 


410 


Gross Commissions Earned 


412 


Work List Pointers 


414 


Follow Uos 


Letter Type 1 


Letter Type 2 



FIG- 14A 



Manager's Records ^ 450 



Salesperson Pointers 

#1 

#2 

#3 

Total Customers 

Referral Sources 

Customers Demo'd 

Customers F&I'd _ 

Total Sales (Gross $ Sales) 

Gross Profits 

Net Profits 



FIG. 15 



CA 02260575 199901-29 



JAN 28 '99 0l:5gPM FLEHR HOHBRCH TEST 



P. 58/58 




Intelligent Salei Planner 



ftupteyaa NM^e Auto Town 



cudomer l u ftjt i iwi U w i: 

Cty, Stite. Oaiv Cty. CA M311 



ucvni Ciinl*«t«( 

Cortart J»9r«ire Aua Town 
N«»<t contactors: itj12«9 

SMUC Hf3t Prospect 

Oimmsntx: lust a tnt 



Co«act Pef«>n: Sc«i Brown 
Contaa Dart: 
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FOLLOW-UP 



l^ome Phone: (880)333-1 eS3 
Wtortc Phone (415)832-1233 Ext 



CCntad Typt: Phone 
PriCflflmat: 



Corfaarype: Showroom 
Prtce Rartfit: 
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